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Assessing and Improving Library Services at Georgia Southern University
Clement Chu-Sing Lau, Associate Dean & Director, Zach S. Henderson Library, Georgia Southern University
Many academic libraries in America, including Georgia 
Southern University Zach S. Henderson Library are required to 
document and prove how its performance contributes to 
institutional goals and outcomes. Over the years, Henderson 
Library has been assessing its service performance, making 
improvements, and demonstrating its values. It has been 
applying various assessment tools and methods to evaluate its 
services and programs, using the findings to make 
improvements, and revaluating the improvements to prove its 
effectiveness. This poster demonstrates how Henderson Library 
continuously assesses and improves its services in recent years. 
This poster presents several assessment projects and their 
outcomes.
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The examples above illustrate the continuous assessment and 
improvement cycle Henderson Library has adopted. Assessment is an 
ongoing process Henderson Library uses to learn what our users need. 
The more we learn about our users, the better we can plan services 
that meet their expectations. However, Peter Brophy (2006) reminds 
his readers that “it should always be remembered that measuring 
performance is an exercise in assessing the past. It is the use of that 
data to plan an improved future that is all important.” (p.5). Thus, 
assessment is more than helping the Library to gather information of 
our users but to use the findings to make well-informed resource 
allocation decisions, develop effective improvement measures, and 
build a library service program that effectively provides a better 
learning environment and contributes to the university’s mission and 
goals. 
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